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ωCustomer Engagement 

ωSustainable Water Supply 

ωData Driving the Modern 
Utility  



Please indicate the extent that the following items have 
been impacted by aging infrastructure. 
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Capital costs

Operational costs

Increasing system risk

Unbudgeted emergency work (i.e., water main breaks)

System reliability

Environmental/Regulatory compliance

Customer satisfaction

Resource conservation

Majorly Impacted Significantly Impacted Neutral Minimally Impacted Not Impacted At All

Q2. Please indicate the extent that the following items have been impacted by the aging infrastructure within your organization. (Select one choice per row) 



ωCustomer Engagement 

ωSustainable Water Supply 

ωData Driving the Modern 
Utility  



How would you rate the level of understanding about 
the value of water and proposed rate increases? 

34.6% 

47.4% 

10.3% 

5.1% 
2.6% 

¢ƘŜȅ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ άƴŜŜŘέ ŀƴŘ 
accept that increases are necessary 

¢ƘŜȅ ǳƴŘŜǊǎǘŀƴŘ ǘƘŜ άƴŜŜŘΣέ ōǳǘ 
still want us to cut costs (do more 
with less) 

¢ƘŜȅ ŘƻƴΩǘ ǳƴŘŜǊǎǘŀƴŘ ōǳǘ ŀŎŎŜǇǘ 
that increases are a part of life 

They protest every increase
regardless of the need

Other

Q10. Over the past five years, how would you rate the level of understanding and acceptance from key stakeholders and the public about ǘƘŜ άǾŀƭǳŜ ƻŦ ǿŀǘŜǊέ 
and proposed rate increases? (Select one choice)  



What methods is your utility using to address the 
ǊŀǘŜǇŀȅŜǊ ŎƻƴǳƴŘǊǳƳΥ ά²Ŝ ŎƻƴǎŜǊǾŜ ǿŀǘŜǊ ŀƴŘ ǊŀǘŜǎ 
increaseΦέ 

64.5% 

54.8% 

32.3% 

12.9% 

1.6% 

14.5% 

9ŘǳŎŀǘŜ ǇŜƻǇƭŜ ƻƴ ǿƘŀǘ ǘƘŜ άǇǊƛŎŜ ƻŦ ǿŀǘŜǊέ ŎƻǾŜǊǎ 

Active outreach/ public education on what customer get
for an increase in rates

Develop rate structures that reward conservation

/ƘŀǊƎŜ άŜȄŎŜǎǎƛǾŜέ ǳǎŜ ǇŜƴŀƭǘƛŜǎ 

Other

5ƻƴΩǘ ƪƴƻǿ 

Q20. Water conservation efforts can create difficulty in predicting how much consumption will decline. What methods is your utility using to address the 
ǊŀǘŜǇŀȅŜǊ ŎƻƴǳƴŘǊǳƳΥ ά²Ŝ ŎƻƴǎŜǊǾŜ ǿŀǘŜǊ ŀƴŘ ǊŀǘŜǎ ƛƴŎǊŜŀǎŜΦέ ό{ŜƭŜŎǘ ŀƭƭ ǘƘŀǘ ŀǇǇƭȅύ  



ωCustomer Engagement 

ωSustainable Water Supply 

ωData Driving the Modern 
Utility  



Are you experiencing any of the following 
environmental changes that are causing you to adapt? 

47.8% 

32.9% 
30.3% 

16.7% 
11.8% 

19.2% 

Water supply
shortages due to

drought

Damage to
infrastructure due

to increased
intensity of

storms

Flooding Shifting of utilities
located in soils
due to water or
earth movement

Salt water
intrusion into
drinking water

supply

Other
environmental

changes

Q6. Are you experiencing any of the following environmental changes that are causing you to adapt your water system resiliency planning to accommodate for 
these changes? (Select all that apply) 
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Most Significant Climate Change Issues by Year 

63.6% 

15.9% 

4.5% 

61.5% 

23.1% 

1.9% 

55.6% 

33.3% 

8.3% 

Water supply/water scarcity

Protecting assets from natural disasters/storms

Sea level rise

Trends: 2015 - 2017 

2015

2016

2017

Q4a. Which of the following is the most significant climate change issue for water utilities? (Select one choice) 



ωCustomer Engagement 

ωSustainable Water Supply 

ωData Driving the Modern 
Utility  



What operational areas do you feel that data analytics 
and automated monitoring will help improve most? 

57.1% 

53.2% 

46.8% 

42.9% 

35.1% 

33.8% 

Monitoring performance

Asset maintenance

Improving/maintaining service reliability

Treatment operations

Water distribution

Identifying losses

Q34. What three operational areas do you feel that data analytics and automated monitoring will help improve most at your organization? (Select top three 
choices) 



Does your organization utilize cloud-based software 
and/or analytics? 

10.4% 

39.0% 

20.7% 

16.9% 

13.0% 

Yes, across all parts of the business

Yes, but not in operational activities

Not currently, but is in our strategic
planning

Not planned

5ƻƴΩǘ ƪƴƻǿ 

Q35. Does your organization utilize cloud-based software and/or analytics? (Select one choice)  



13 

Key Challenges  
in the U.S.  
ÅFinancial 

ÅSystem Resilience 
ÅAging Infrastructure 
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Key Challenges  
in Asia Pacific 
ÅSecurity of Water Supply 
ÅUrbanization 
ÅAging Infrastructure 
ÅWastewater 


